Focuses on the year 2000 reviewing the periodical literature of information and library services management, and of the relevant literature from the field of management in general. Notes the themes of major conferences in the field of information and library services management, and of reference tools for library managers.
Introduction
Tracking developments in the management of information and library services (ILS) is an interesting task, and an annual exercise . This report notes issues covered at conferences, comments on a selection of monographs and reference tools of value to ILS managers, and reviews the literature of management, and of information and library services management published in 2000.
Managing change
All organisations, including information and library services, are moving through interesting times. At a general level there is a push for e-commerce, a greater use of ICT (information and communications technologies), and an emphasis on cutting the costs of producing goods and services to remain competitive. Changes in the policies of a number of governments resulting in cutbacks in the public sector, an emphasis on access rather than ownership of information, digitisation, the growth of knowledge management and cultural diversity, are among the issues which are driving change.
In the management literature Liedtka (2000) questions whether there is any single approach that provides successful strategic planning and change while sustaining competitive advantage. A number of approaches in the current literature are reviewed including Mintzberg's view of formal planning as an impediment, together with more recent learning/cognitive models. A behavioural, iterative learning culture is recommended with leaders themselves demonstrating appropriate learning and practice behaviours. Christensen and Overdorf (2000) set out the resources necessary to manage change successfully indicating that management capability is insufficient without appropriate processes and values. If the processes are lacking they suggest that managers can do one of three things: create new internal structures to enable them to be developed, create capabilities through a spin-out organisation, or acquire an organisation which has the necessary capabilities. A two-dimensional framework is provided to map fit to process against fit with existing values, since a functional team can only manage innovation when a good fit is evident on both dimensions. They recommend using a dedicated heavyweight team in-house if either dimension reveals a poor fit. Six mutually reinforcing barriers to the effective implementation of strategy have been identified by Beer and Eisenstat (2000) : top-down or laissez-faire management style; unclear strategy and conflicting priorities; an ineffective senior management team; poor vertical communication; poor co-ordination across functions; inadequate down-the line leadership skills and development. Their five-step plan to identify the root causes of blocking: create a statement about direction; collect data on barriers and strength; develop, refine and implement an integrated plan for change. They outline ways in which the top team may be avoiding discussion of the issues.
The characteristics of work and organisations in the 20 th century have been reviewed by Grieves (2000) who assesses the impact of Organisation Development (OD) which emerged in the middle of the last century. The theories of OD are seen as arising from three disciplines -functionalist sociology, behavioural psychology and scientific management with all three taking a positivist approach. The paper asks how well this approach meets the needs of organisations in the 21 st century as they adapt to new technology and complex organisational structures, arguing that it fails to address this complexity. Having reviewed the nature of learning organisations it is suggested that this has produced a more imaginative response from OD professionals.
A number of writers focus on the 'softer' side of management. The importance of psychological knowledge for the manager is emphasised by Lee (2000) , commenting that, although this is accepted as part of management science, the emphasis in most organisations is placed on 'harder' issues such as finance, marketing etc. The importance of behavioural issues involved in personal development during periods of organisational change is stressed. Sathe (2000) offers three case studies that focus on the dimensions of mindset and behaviour which are necessary to create change. Intrinsic motivation acts on mindset, where extrinsic motivation can be used to create a behaviour change. The author warns that leaders need feedback and top management teams should ask first whether their own behaviour and mindset, collective and individual, might be blocking change.
A study carried out in a large US company examined the links between the emotions that employees feel during major organisational change, and their subsequent attitudes to their jobs. It found that the level of arousal i.e. the height of the managers' feelings, for or against the change, magnified the effect of the change and strengthened the reactions of the managers to it. Assessing the level of arousal is as important when examining the impact of employees attitudes, as understanding the nature of the emotions it has aroused (Mossholder, Settoon, Armenakes and Harris, 2000) . Cynicism is an emotion that can surface during the process of organisational change, and another US study has demonstrated that it is possible to develop a reliable measure for this factor. Wanous, Reichers and Austin (2000) found that cynicism is self-fulfilling and suggest that managers need to take existing levels of cynicism into account when planning further change. There is a set of principles known as Advanced Change Theory (ACT) by which leaders need to change their behaviours if they are to influence others. Quinn, Spreitzer and Brown (2000) describe ten principles which contribute to ACT, indicating that ACT practitioners have a greater range of options than the political player, but warn that the strategy requires openmindedness and identification with the organisation.
Drawing on a study of middle managers in the UK healthcare sector Young (2000) has developed a theory of managerial resistance to change based upon the way in which managers accepted, handled and manipulated managerial ideologies. Effective change management requires a focus on the people affected by the change, rather than the change itself (Moran and Brightman, 2000) . They suggest that change management is about managing the impact of change on the three core drivers of work behaviour: purpose, identity and mastery, and have developed a model to understand the inevitability of resistance and ways of reducing it 'TRY change (Test Re-calibrate Yes). A summary of what must happen for significant change to be implemented well is provided together with the characteristics possessed by effective change leaders. Theory E and Theory O are two archetypes of corporate change described by Beer and Nohria (2000) . E-type change takes shareholder value as its goal, whilst O-type change is participative, experimental and emphasises corporate culture and motivating through commitment. In one example of the turnaround of an organisation the two theories were combined -'E' proceeded 'O' to enable tough restructuring decisions and avoid a sense of betrayal. In putting forward a model for overcoming resistance to change in educational administrations Calabrese and Shoho (2000) examine the literature on resistance to change and contend that healthy organisations create and sustain change. They discuss the problems encountered when change agents meet change resisters in a university environment and assert that the organisational culture -operator, engineering and executive -must be aligned before individual commitment to learning can take place. Seven guidelines to create a generative learning environment are provided.
Where in the past the use of OD in organisational change was the responsibility of an OD consultant, US companies now employ transformation officers or learning officers who have similar responsibilities for managing or facilitating company-wide change. Piturro (2000) describes the work of a transformation officer in a South African University. One of the attributes of a successful trainer, developer or consultant is a high EQ or 'emotional intelligence' which encompasses the competencies of self-awareness, emotional self-management, self-motivation, recognising emotions in others and handling relationships. Dyke Martin and Woollard (2000) describe a mapping process which can help to identify emotional blocks.
There is criticism of current organisation theory and practice as being dominated by the Western metropolitan concept of development, ignoring other cultures. Grubbs (2000) argues that critical theory offers a more culturally sensitive approach to understanding and managing interorganisational relationships to develop a democratic coalition. To follow up this suggestion Carr (2000) presents the background to critical theory setting out the ideas of the Frankfurt School and the work associated with it.
A study which examined how managers can help employees accept the need for organisational change and contribute towards it, indicates that it can lead to reduced productivity and lower overall organisational performance (Savery and Luks, 2000) . In the turbulent environment in the UK public sector, suggests that the 'whole system' approach will be useful which includes the widest representation of stakeholders in the change intervention (seen as being the weakness in other systems methodologies). A case study demonstrates its use in a UK health authority. Another study of change in the UK public sector examines how practising managers evaluated the outcomes of change, and whether this is seen as being beneficial at a personal and organisational level. It was found that while change is often seen as being beneficial to the organisation, it may not encourage innovation in employee communication or the development of systematic planning, processes or learning mechanisms. Rather it has reduced commitment and loyalty. The authors comment that change appears to have been less well delivered and received in the public sector, than in private industry (Doyle, Claydon and Buchanan, 2000) . These findings are reinforced by a survey of 5,000 members of the UK's Institute of Management which examined the impact of change on organisational performance and quality of working lives. Again the public sector managers were much less satisfied with the impact of change on their jobs and organisations (Worrall, Cooper and Campbell-Jamison, 2000) . The authors also report on the extent that redundancy is used as part of organisational restructuring. In analysing the effects of the redundancies on those who remained in the organisation they found that loyalty, morale, motivation and job security were felt to be lower. The managers also perceived the organisation to be less efficient in organisations that had used redundancies, than those working in organisations which had not taken this action .
In the ILS sector Penfold (2000) describes the constant pressure for managers to justify the value of their employees and their services. She suggests that the keys to success are the ability to predict, manage and exploit organisational change in all its possible forms. Information professionals need to have political, communication and strategic skills, as well as core ICT skills which can enable them to take control of organisational information strategies. The UK's Electronic Libraries Programme has examined organisational and cultural changes in academic libraries brought about by rapid educational change and technological advances. Edwards and Walton (2000) examined 23 libraries drawing out general conclusions, finding that the general impact of conflict was negative, and suggest how change could be handled to minimise this. The development of a positive work climate and a willingness to innovate has been studied in 33 German research libraries Paul (2000) who examined the interactions between managers and staff. Duckett (2000) writes of the role of reference librarians which is seen to be under challenge from the Internet, discussing the ways in which they have been affected by technological and social change. Management issues are reviewed and examples of good practice cited, in addition to threats to the quality of reference services. Taking the ACRL's publication Restructuring Academic Libraries Rankin (2000) uses its four ranges of restructuring outcomes of boundary spanning as benchmarks to measure and assess achievements in organisational change at the California State University Library, Chico over the past decade.
The surprising evidence in the literature is that, although major restructuring of many information and library services has taken place, little is being written up (at least in the English language) to provide guidance for those facing the challenge of implementing change. At the same time the volume of literature in the field of management in general is growing, and approaches are changing.
Managing collaboration and partnerships
In contrast to the section above, the literature of ILS management is more extensive on the subject of collaboration. ILS managers have always needed to co-operate with other services to meet the needs of their users, but increasingly services are collaborating, or forming partnerships to deliver effective and efficient access to information through consortia. The Internet and digitisation are the drivers of change. Nowhere is it more evident than in the work of OCLC which indicates that "in the next three years, libraries and OCLC will transform WorldCat from a bibliographic database and online union catalog to a globally networked information resource of text, graphics, sound and motion. This resource will interweave the World Wide Web with the physical and electronic collections of the world's libraries, museums and archives" (OCLC, 2000, p. 44.) A major conference considered the challenges and solutions for the digital library, and the proceedings contain a number of papers on the theme of collaboration. They include an EU funded project called CASA which is promoting co-operative action on serials and articles (Burnhill, 2000) ; a JISC funded project involving higher education and the publishers to develop guidelines for copyright issues in the electronic environment (Oppenheim, 2000a ); work within a major pharmaceutical company to formalise business processes, communication, co-operation and resource sharing among six of its libraries to gain a corporate competitive edge (A. G. ; a biomedical 'virtual library' linking a number of universities, hospitals and research institutes in the Lombardy region of Italy (Veronesi, 2000) ; the Biblioteca Telematica Italiana project (Tavoni and Petrucciani (2000) ; and an Italian consortium in the field of IT services (Valenziano, 2000) .
The Journal of the American Society for Information Science published a twopart series devoted to digital libraries. It includes a paper by Wilensky (2000) on digital library resources as a basis for collaborative work. Another focuses on guided paths through web-based collections using Walden's Paths (Shipman, et al., 2000) .
The National Library of Canada's strategy for building the Canadian Virtual Library is to develop a distributed, decentralised network following consultation with the Canadian library community (Lunau, 2000) . The Nordic countries are to build the Nordic Electronic Research Library on the national goals of its member countries to provide easy access to scientific and technical information irrespective of subject field, publication format or location of the user. NORDINFO is providing funding to support co-ordination and co-operation in this work (Hannesdottir, 2000) . Jay Jordan, President of OCLC, reports on visits to all of the 16 US regional networks (Jordan, 2000) . Khalid (2000) stresses the need for the less developed countries to establish cooperation and networking.
A number of libraries are developing Internet subject gateways and Place (2000) describes the work of IMesh and the DESIRE project. In the UK the Distributed National Electronic Resource forms the core of the UK's JISC strategy and has been described by Wise, Rusbridge and Wiseman (2000) . A number of countries are developing gateways to health information resources for example in Canada, Denmark and the UK (Murray and Tomkins, 2000; Knudsen and Eika, 2000; Toth, Gray, Fraser and Ward, 2000) .
The work of SPARC (Scholarly Publishing and Academic Resources Coalition www.arl.org/sparc), which creates partnerships with publishers to develop economical alternatives to existing print periodicals, and BioOne (www.BioOne.org), an alliance of academic institutions, library consortia, societies and the private, is described by Johnson (2000) . The BIBLINK project is funded by the EU and aims to set up an automated flow of information between publishers and national bibliographic services. It has examined the way in which electronic publications are described for catalogues, and developed a software system to provide for the transmission of bibliographic metadata between the two sectors (Clayphan, 2000) .
The International Coalition of Library Consortia has held its first European meeting, and issues discussed included: centralised state funding, archiving, the place of agent intermediaries in consortia discussions, and attitudes to bundling publisher's titles (Kidd, 2000) . A survey of the UK periodicals supply market and library purchasing consortia activity has been carried out by Ball and Pye (2000) . The impact of consortia on database licensing has been described by A. noting that the deals negotiated on behalf of members can be attractive, but there can be goals conflicts between member libraries and the consortia management, and the consortia management and the publisher.
In Sweden changes in the public and private sectors such as decentralisation, a focus on client service, and concentration on core business, are mirrored in the universities and their libraries. One effect is that academic libraries are now more integrated with their universities and have reoriented towards their core business: providing good service for their users. This is supported by co-operation between Swedish libraries e.g. interlibrary lending, development of databases, staff training, and co-operation between academic and public libraries (Sahlin, 2000) . In the US a model has been developed which incorporates information literacy instruction into the academic curriculum and paving the way for further collaboration between lecturers and academic librarians (Walter, 2000) .
A law passed in France in 1992 has launched 12 municipal libraries with a regional function known as Bibliotheques Municipales a Vocations Regionale (BMVR). Lorius and Grognet (2000) indicate that the designation is rich in potential, but has difficulty in achieving the reality for there is need to determine, at the local level, the priorities in implementing co-operation between the libraries, and financial assistance.
In the UK the British Library has set up a Co-operation and Partnership Programme in the areas of collection development, preservation and retention, access, bibliographic services, and record creation (Pilling, 2000) . The SAILS Project (Staff Development for Access to Information and Learning in Sunderland) has established cross-sectoral co-operation between the city's major providers of library services to yield improved support for lifelong learning. It highlights the benefits of crosssectoral co-operation and lists ten key factors to create a successful partnership (Hall and Curry, 2000) . A study jointly commissioned by the Library and Information Commission and the Cable Communications Association explores factors in successful partnerships between libraries and the cable providers to facilitate the transmission of high quality content and services to users in the education sector. Key issues are identified (Investigation…, 2000) . Good progress on the implementation of the People's Network funded by the UK government is reported in an interview with Chris Batt, Chief Network Advisor (Simmons, 2000) . During 2000 the UK's Library and Information Commission was replaced by the Museums, Libraries and Archives Council. This was later renamed as Resource, and the UK Library and Information Co-operation Council commented on the consultative document which would bring together the major cultural bodies under one umbrella (Sharing…, 2000) .
The sole paper from the management literature describes the negative consequences arising from a badly managed company merger, and introduces the concept of a transition structure for the effective management of organisational integration under merger, take-over and alliance conditions. It emphasises the requirement for effective leadership and role modelling by the leaders of both merging organisations (Marks and Mirvis, 2000) .
Managing decisions
Several papers from ILS management provide case studies about decision-making. Research in the UK determined how local library authorities handled a decision to close public libraries, investigating the criteria used, consultation with the public, the influence that managers and the public had on the decisions, and in what circumstances it might benefit the service as a whole. As a result Proctor and Simmons (2000) recommend that any decision should be made in the context of forward planning for the whole system, more clarity is needed about the decision for closure, and consultation should not be a public relations exercise after the decision has been taken. Olorunsola (2000a) studied the extent to which Nigerian university libraries are bureaucracies, one factor examined being the process of decision-making. He found that they are bureaucracies, which stifle innovation and reduces the autonomy of library staff. An investigation into collection development decision-making in the commercial special libraries environment found that industry culture, company culture, institutional longevity and individual longevity influenced the librarian's authority in this role (Rodney, 2000) .
The decision-making process involved in negotiating licenses for electronic media is examined by Guenther (2000) who recommends that it should include how well the product fits the needs of the library, product and content quality, formatting, searchability, product design, access, and evaluating the vendor. Myhill (2000) discusses the key to a successful implementation of a library system outlining the stages in the process. A short case study of Exeter University's switch from LIBERTAS to INNOPAC demonstrates many of the issues that arise.
A slightly different focus to decision-making is provided by Ali (2000) who reports a study into the impact of library-provided information on clinical decisionmaking in two Australian teaching hospitals, and discusses the wider implications for academic and research libraries.
One paper is drawn from the general literature. Butcher and Atkinson (2000) focus on the need to implement a bottom-up decision-making approach to bring about successful change strategies in organisations, but they feel that the top-down style of management still exists. They consider that top management is often unable to implement new methods of working.
Managing disaster recovery
From the US Myles (2000) reports the experience of dealing with a broken water main at Boston Public Library, paying special attention to the damage caused to the computers and associated equipment. Based on this experience advice is offered concerning the formulation of disaster recovery plans. In New Zealand Auckland University Library experienced a power failure, which resulted in the closure of fourteen of its fifteen libraries for over a week, and the staff had to find new ways to provide a service to users. Surviving the situation without serious consequence was attributed to a quick and effective response from the university's senior management, excellent communication and planning from skilled and co-operative staff within the university, and goodwill from clients and the local community (Grant, 2000) . A US university librarian describes her experience of an earthquake hitting her library and draws on this experience to provide practical advice on the technical and human impacts (Curzon, 2000) .
The best approach to protecting and reinstating paperwork after flood, fire or explosion is indicated by Pendry (2000) , and one heading is 'peace of mind'. There is a warning that organisations do not follow manuals in preparing for crises but are influenced by experience, the background of top management, and the relative power of the functions that can prevent integrated planning. Senior management needs to ensure that there is good communication, leadership and psychological support available to staff, and remember that crises can be legal or public relations, not necessarily technical or physical. Effective crisis planning takes place after a crisis, not before (Kovoor-Misra, Zammuto and Mitroff, 2000) .
Managing diversity
Managing diversity has been a subject for discussion and action in the US for a number of years, and 2000 provided evidence that the UK was moving towards a better understanding of the issues involved.
In the US Winston and Li (2000) indicate that although diversity has been recognised as a priority in librarianship, action in academic libraries has mainly taken place in the large, research university libraries. They have gathered data from the liberal arts colleges suggesting that while the level of activity has not been overwhelming; some programmes have been undertaken, particularly in colleges where it has the support of college administrators. The question of how to overcome the digital divide in local communities has been addressed by the Ayfa Project which originated in Illinois. This is a participatory action research approach designed to overcome barriers in access to health information and services experienced by African American women in the community. Bishop, Mehra, Bazzell and Smith (2000) describe the socially grounded and participative process developed from this project. Guliani (2000) reports that the number of immigrants to California is growing, and that there is a shortage of ILS specialists, but people fully qualified from overseas are finding difficulty in getting a professional post. Suggestions and advice is given about prior planning that can help to overcome the barriers. A study examined the job satisfaction of librarians of African descent employed in US academic libraries, finding that there has been no significant gain in their numbers in the past decade (Thornton, 2000) .
In the UK social exclusion has been a prominent theme of the New Labour Government. The initiatives taken within the public libraries sector: executive briefings, conferences, projects and the establishment of an action planning network are described by Pateman (2000) . Khan (2000) reports on the Third Annual Conference for Black, Asian and Caribbean Library Staff organised by the Library Association. Following a major report on institutional racism in the UK, the conference theme was 'Institutional racism: stamping it out in libraries'. Experiences were shared about ways to overcome racism and racial discrimination with the primary aim of shaping the future policy of the Library Association. One outcome has been a series of regular columns on social exclusion in the Public Library Journal ("Join up…, 2000) . An initiative developed by the Libraries and Heritage Services of the London Borough of Merton resulted in a feasibility study for the Quality Leaders Project which addresses the dual problems of ensuring that library services provide value for the black community and equal employment opportunities, within a Best Value framework. The key outcomes are the need for new or enhanced services which require new skills and know-how including new management skills (Anie, Joyce, Pateman and Durrani, 2000) .
Three papers in the management literature provide some background. Kersten (2000) uses critical theory, particularly Habermas' concept of dialogue, to understand how to overcome the discrimination and disadvantage experienced by people from the ethnic minorities in US organisations, setting out how diversity management approaches issues of race and discrimination. A useful paper which provides a theoretical context. The role of equality offices in UK organisations is examined by Lawrence (2000) who focuses on the strategies used to promote and implement change including mainstreaming, building alliances by presenting a business case, use of the law etc, indicating those which are associated with success. The UK has legislation concerning disability and employment, but this is felt to be less effective than the US and European model. The European model might be more helpful in UK organisations (Goss, Goss and Adam-Smith, 2000) .
Managing finances
All of the papers in this section are drawn from the ILS literature. Holt (2000a) draws attention to the tendency of library professionals being prone to falling prey to management trendiness preached at feel-good seminars, but budgets act as a cold bath to awake directors to make hard decisions to move their services forward. Based on the experience of St. Louis Public Library the realities of costs and funding are described, focusing on statistics for decision-making, healthcare insurance, training, grants, capital expenditure and programme cuts. The terminology of finance and the need to stay current with business and financial developments prompted Muchin (2000) to review reference tools and web sites that provide useful information, and this is linked with some common financial questions.
In the UK, schools now receive delegated funding, and Eyre (2000) examines the management of school library services in the context of the overall management operating environment which has a market orientation. In Denmark user fees have been introduced in the public library service and Egholm and Jochumsen (2000) have investigated attitudes towards charging. The key issues identified are the: financial rationale for charging users, willingness to pay for certain services, potential of using fees to collect information on users needs and control access to services, cultural and educational role of the library and whether the commercial element will make libraries more responsive to users.
Two West African university libraries comment on questions of overseas aid. One condition under which Nigerian university libraries received credit from the World Bank to build up their collections, was that the library processes be automated. Agboola (2000) describes how this was managed, and provides advice for other services in this situation, and considers the future now that this credit facility has been wound up. At the Balme Library, University of Ghana, a UK aid programme provided for the purchase of books which enabled the library to expand its collections. However only books published in the UK could be purchased and there were limits on the number of copies of a title that could be bought. Despite these problems it helped to expand the collections (Fosu, 2000) .
One of the increasing demands on budgets is that of information technology. The rapid developments in electronic libraries require initial and recurring costs of equipment, licenses, training etc. These costs are reviewed by Tebbetts (2000) who provides strategies for dealing with the need for continuous funding and long-term financing. Majka (2000) describes the economic aspects of the digital library, indicating that they have been overshadowed by questions of selection and implementation concerns, and introduction to staff and users. However the changes can offer unprecedented cost savings and productivity improvements for staff and users. Two papers discuss the question of ownership versus access to journals. McGill University has introduced a Subsidised Unmediated Ordering system which provides users with a one step service enabling them to search for, order and receive journal articles without any mediation from the library staff (Houle, 2000) . The Library for Natural Sciences, Russian Academy of Sciences has examined the relative costs of ownership versus access, developing a model based on estimating the cost per use of journal subscriptions, and comparing those with ILL loan costs (Kingma and Mouravieva, 2000) .
The literature on fund raising is growing, and an issue of Library Trends was devoted to the topic. Corson-Finnerty (2000) promotes the use of the Internet for fundraising, indicating that more needs to be done than putting a 'give now' button on the library's website. The approach should be to use 'permission marketing' to structure an approach to build a donor constituency and use e-mail to make contact. A multimillion-dollar campaign for library endowments at the University of Illinois is described by Wedgeworth (2000) . A nation-wide US survey of academic libraries identified the characteristics and elements of successful fundraising programmes (Hoffman, Smith and DiBona, 2000) . Fairfax County Public Library reinvented itself as a public service corporation using a top managerial committee known as the Enterprise Group, avoiding the public relations and legal pitfalls that can arise when public or non-for-profit organisations attempt to find private sources of income (Clay and Bangs, 2000) .
Williamsburg Regional Library requested donations from local businesses in exchange for allocating them basic home pages on the library web site (Kurzeja and Charbeneau, 2000) . Two Californian libraries -one public, one school -offer fee based services and present three entrepreneurial models that might be appropriate for public libraries (Coffman, 2000) . Librarians at Southern University, Louisiana needed funds to upgrade their systems and services and obtained them by writing successful grant applications. They provide advice to other librarians (Perry, 2000) .
Harris (2000) describes e-commerce and how it might be used for the benefit of libraries in a variety of ways such as collecting fees for distributing materials to users. Davenport (2000) criticises the current fashion for describing workers as assets, and suggests that a preferable analogy is to think of staff as the owners and investors of human capital. As technology increases the demand for knowledge workers, so will the speed at which people can change jobs and the rate of transfer of knowledge. Successful organisations will need to focus on the value of the organisation to the individual, rather than the other way around. A case study of how intellectual capital assessment was carried out in Israel forms a contribution to a consideration of global knowledge management in the e-economy. With increasing emphasis being placed on aligning national information resource planning Malhotra (2000) calls for a better understanding of new valuation and assessment techniques.
Managing human resources General issues
In Europe a new model of public administration is evident -management is held accountable for performance, devolved management is introduced which is market oriented, and there is an emphasis on the strategic management of the employment relationship. Drawing on the views of a research network of linked scholars across Western Europe Bach and Rocca (2000) discuss the implications for the understanding of the development of new public management.
Pruijt (2000) questions whether a new model of work organisation is superseding Taylorism and scientific management, and considers systems that have been proposed to counter Taylorism. However it is concluded that many of the most successful innovators have reverted to some form of Taylorism.
One of the induction issues often overlooked in organisations is that for new senior executives, despite it being difficult for them to adjust to a new workplace. Rhodes (2000) lists the information and training that they need.
Flexible working
Flexible working is a growing topic of interest in the literature. The concept of work transformation integrates the organisation's three key components -people, space and technology and Robertson (2000) suggests that people resources can be enhanced through the introduction of alternative work arrangements e.g. regular part-time, teleworking etc. Horn (2000) argues the case for the implementation of flexible working pointing out that it may be seen as being for working mothers or people who do not take their career seriously. The barriers to flexible working are examined -a lack of trust in colleagues, that it is more acceptable for a woman etc., together with the benefits in terms of the effect on employee performance.
An issue of Buch und Bibliothek carries a number of papers about flexible working. Cataloguing in a dressing gown describes the experiences of teleworking at the Friedrich Ebert Foundation and the workers' council viewpoint (Quaedvlieg and Zimmerman, 2000) . The Central and State Library Berlin made an early decision to trial teleworking and found the advantages of flexible hours, quiet working conditions and a high level of responsibility -and it was not isolating (Schossau, 2000) . The introduction of teleworking at the Fachinformationszentrum Karlsruhe took place with a co-operative agreement between management and the workers' council to protect workers rights. The system was expensive to install, but clients receive an improved service (Lorenz, 2000) . The Free University Library Berlin has two parttime telework places working on bibliographic projects which have helped young mothers to remain in their profession. This has been found to be a more expensive arrangement than work carried out in the employer's workplace (Kawczynski, Meye and Naumann, 2000) . The motivation and advantages and disadvantages of freelancing are described by Jecht (2000) . With a trend towards outsourcing three library consultants indicate that the prospects seem good (Brandstater, Gurjanov and Malek, 2000) .
The appropriateness of flexible work arrangements in corporate research centres, is explored by K. who considers that telecommuting is feasible. The successful job sharing of the post of faculty librarian at the University of Stirling is described by Hamilton and Wells (2000) .
Labour market issues
Recruitment and retention in UK public libraries is being investigated. The first stage of the survey discusses the extent to which people without library qualifications are being appointed to professional posts, the factors that attract, or deter, people to public library work, and identifies trends and areas of concern .
The question of pay in the public sector is a problem in a number of countries. In the UK public sector salaries are well behind those in the private sector, but little comment has appeared about the salaries of librarians. LaRue (2000) has drawn attention to this problem in the US commenting that library workers are held in high regard -except by mortgage brokers. The imbalance between salaries in the corporate information sector and the academic library sector in the UK are reviewed by Coulson (2000) who considers that there are good reasons for a reappraisal of academic library salaries.
Two papers from the US discuss the effects of outsourcing. Folsom (2000) considers the impact for cataloguers and offers some survival strategies, but indicates that a role change can be demanding. In the hospital library sector many small hospitals do not now have a librarian, or have fewer staff as a result of the outsourcing of document delivery (Haas, 2000) . A series of case studies of US corporate libraries examined whether they could be heading for closure, but it was found that they were heavily integrated with the corporate Intranet and were taking the best advantage to meet increasing client demands (Hall and Jones, 2000) .
The question of the use of volunteers in public libraries has been under debate in the UK. Jervis (2000) describes the advantages and disadvantages, and research indicates that they are recruited, trained and managed in many different ways. Conway (2000) argues against using volunteers, noting practical considerations including that it is tactically not a good time to expand voluntary effort in delivering services essential to an inclusive society -an important part of current government thinking.
Staff development and training
In the field of management Doyle (2000) has explored the extent to which management development is considered as a strategic tool for developing managers and their organisations, highlighting the problems caused by increasingly complex organisational systems and discontinuous change. It is argued that there needs to be a focus on managing development 'in context', rather than on providing formalised training or education.
Large (2000) reviews the issues in professional education and training covered by Education for Information in the late 20th century. A comprehensive overview of education and training in Africa has been provided by Ocholla (2000) who notes the problems of inadequate resources, infrastructure and trainers. Ondari-Okemwa (2000) has taken a critical look at the training needs of practising professional librarians in Kenya arguing the case for the urgent need for training in a number of management areas. The need to connect higher education students to the Internet and the provision of training for them is outlined by Nassimbeni and de Jager (2000) . In the Netherlands there is concern that the ILS schools are failing to provide basic training for the public and academic sectors (Veen, 2000) . The training needs of health sciences librarians in the US have been addressed by Marshall (2000) . Murphy (2000) discusses the role of UK health science librarians in the preparation of doctors to manage information. The need for the co-ordination of preservation management training in the UK has been stressed by Thebridge and Matthews (2000) . K. describes the roles, skills and attributes of Australian public librarians and considers whether there are adequate opportunities to exercise them. Distance learning courses are being introduced in more universities and Tedd, Tetrevova and Thomas (2000) describe a professional development programme for Slovak librarians to assist in the delivery of these courses which included management issues.
Finally Weingand's (2000) seminal paper on continuing professional development defines terms and explores its characteristics.
Motivation
Three papers focus on the motivation of library staff. A UK study identifies the factors that motivate library staff: effective internal communication, good workplace relationships, involvement in decision-making, support at times of organisational change, job enrichment, recognition and reward, and training and development (Green, Chivers and Mynott, 2000) . Olorunsola (2000b) argues the case for job rotation in Nigerian university libraries as a means to increase motivation. Barriers to library productivity in Botswanan academic and public librarians include a lack of job satisfaction and technological facilities, budget constraints, poor working conditions and relationships, and a lack of training (Thapisa and Jain, 2000) .
Teamwork
Multi-skilling, the flexible workforce and networking have all placed an emphasis on team working. The question as to whether virtual teams can replace face-to-face contacts for complex matters is discussed by van der Smagt (2000) who argues for a better understanding of both the report and command aspects of communication.
Having studied 100 teams from four organisations Kirkman and Rosen (2000) describe the characteristics of empowered work teams and the synergistic results provided by such teams, differentiating between empowered and self-managed teams. The four identifying dimensions of senses of potency, meaningfulness, autonomy and impact are defined, and they contend that self-managing teams are only given a sense of autonomy, and do not possess the other three dimensions. The organisation's social structure must be such that an empowered work team philosophy is supported, and there is a major change in management behaviour -expectation generation, environment creation, trust/confidence display, responsibility delegation -are required to lead empowered teams. Eighteen questions are provided for organisations to self-assess their suitability for the adoption of a team empowerment philosophy. The impact of new management practices such as high performance work teams have on the demand for communication and problem-solving skills, which has been assumed, is studied in the UK. Felstead and Ashton (2000) found that these rise among people working in 'modern' organisations in comparison with those working in traditional organisations. In the 'modern' organisations there is employee participation and Investors in People programmes. A special issue of Technical Communication focuses on communication in cross-functional teams. In their introduction Smart and Barnum (2000) discuss the importance of teams as increasing numbers of organisations have turned to collaborative models of work.
The ILS literature on the subject is surprisingly thin in 2000, but two papers report team working in Norway. In 1996 South Trondelag College reviewed its administration and abolished the head librarian's post, replacing it with a horizontal leadership model identifying common leadership tasks which could be solved through distributed management and groupware technology. Surveys indicate that so far services have not suffered (Eriksen, 2000) . At BI Oslo and the Norwegian College of Commerce the hierarchical structure was replaced in 1997 with a flat structure focusing on delegation and users, which emphasised co-operation across the teams, and as an outcome Langeggen (2000) outlines the criteria for effective teams and team leadership. During the evaluation process it was found that leaders were often unaware of the demands on them and failed to delegate.
Managing legal issues
Library and information professionals have an increasing need to understand the potential legal aspects of their work. The question of being negligent and liable is explored by Hannabuss (2000a) as information provision becomes commercialised and librarians 'sell it'. He argues that librarians need to know about their personal liability for the information they provide, reviews the concepts of the law, how they may be applied to the profession, and sets out the steps that libraries and individual librarians can take to protect themselves. The future of copyright in an electronic environment is discussed by Oppenheim (2000b) who concludes that copyright is unlikely to survive in its present form, and attempts to strengthen it by increasing owner rights could be counter productive. Cornish (2000) suggests that librarians need to reach soundly based understandings with other players in the information industry if they are to act as a 'neutral' intermediary between creators, owners and users of intellectual property. Who owns the copyright of journal articles in the context of the universities is examined in relationship to intellectual property and changing practices in publishing. Law, Weedon and Sheen (2000) describe a system evolved at the Netherlands Open University which uses an agreement in which the author retains some rights, and the universities retain the right to use the work of academics for research and educational purposes. The authors consider that the balance between authors and publishers is changing, and that the universities could have a role in shifting the balance still further. Vine has a special issue on digitisation and electronic copyright to which Agili (2000) contributes an overview; Barrow (2000) discusses licensing digitisation, and Colleran (2000) reports the READINESS project, which studied the needs and procedures for the development of networked subject services delivered by UK public libraries.
Copyright and fair use issues affect distance learning providers and describes the experience of the Wharton School at the University of Pennsylvania. Electronic reserves have also raised questions of copyright, and issues of concern to publishers and libraries are reviewed by Graves (2000) . Revision of Australian copyright law is under discussion and there is now a Copyright Amendment (Digital Agenda) Bill (Macmillan, 2000) . Copyright issues arise in the digital publication of human speech on US Web sites, and Seadle (2000) offers guidelines. Two important cases have been heard in the US courts that involve authors' rights where libraries have to obtain a license to make a copy (for interlibrary loan and electronic reserves), or to access and use licensed databases. The two casesTasini v The New York Times and Ryan v Carl Corporation -are reviewed in an issue of Against the Grain (Harper, 2000; Terry, 2000; Wallas, 2000) .
The World Trade Organization's meeting in Seattle produced a draft Multilateral Agreement on Investments that could be interpreted as a threat to the improvement of copyright legislation and free access to libraries. A number of groups of librarians in the USA are lobbying against the Agreement (Chepesiuk, 2000) .
Managing performance and quality A focus on performance and quality continues in both the general and ILS management literature. A paper for the philosophers looks beyond the traditional quality paradigms of defects, services etc. to discuss whether "the TQM form is a new paradigm whose strengths and weaknesses we are only beginning to understand" (Dalrymple and Drew, 2000) . Addey (2000) draws on personal experience to set down nine myths and misconceptions about quality management and indicates, for example, that procedures don't always reflect how experienced staff actually carry out tasks, audit is rarely an effective way to find and correct problems. The development of TQM in the 1990's as a means to aid competitiveness through change, but which had a high implementation failure rate, is reviewed by Cao, Clarke and Lehaney (2000) . Having reviewed the literature they conclude that TQM is primarily processfocused and to be successful it either needs to be restricted to areas where process dominates, or a systematic approach has to be taken. They recommend the latter. A different aspect of TQM is discussed by Page and Curry (2000) who argue that globalisation and technological change have brought contempt for managerial authority among staff, but TQM has the potential to change this. Their new approach includes team suggestions being implemented automatically unless management disapproval is publicly state within a set time, and the team being kept within its process boundary (and protected from rogue managers) by a 'boundary manager'. van der Wiele, Dale and Williams (2000) bring together the findings from surveys in Europe, Australia and the USA concerning the ISO 9000 series and report a generally positive view of self-assessment, but only a limited connection with business performance. Highly skilled professionals tend to resent and resist attempts by others to manage them, and Brightman (2000) advises the approach of self-management to avoid this and produce good results, offering a model comprising self-assessment, professional self-management, creative problem solving, strategies for overcoming performance obstacles, and for task management.
In the ILS literature the major publication of 2000 was the proceedings of the 3 rd Northumbria Conference on performance measurement which brings together experts in this field from around the world (Proceedings of the 3 rd Northumbria …, 2000) . LIBECON2000, a project funded by the European Commission which collects library statistics available at: http://www.libecon2000.org , is described by Fuegi (2000) . A report prepared by Bell and Lindsay (2000) follows an examination of collection care schemes in archives, libraries and museums in Australia, Canada, Italy, and the US to identify and evaluate key elements. The findings indicate that a system of benchmarks is the most appropriate scheme.
Research at John Moores University studied three library automated systems packages to ascertain their capability to generate some of the datasets required to form the ISO 11620 standard on library performance measurements. All the systems were found to be weak in generating the required management data (O'Farrell, 2000) . Standards have been published for US college libraries (Standards…, 2000) . The proceedings of a UK conference contains papers about performance measurement in further education libraries (Proceedings…, 2000) . Self-assessment toolkits for public libraries and information services have been developed using an action research methodology (Jones, Kinnell and Usherwood, 2000) . Shanghai Library, the leading public library in China has implemented a quality service strategy (Wang, Wu and Wu, 2000) .
In the UK the government has introduced 'Best Value', a strategy for ensuring local authority services provide high quality services which meet consumer needs at the lowest cost. The research tools available to support the strategy are listed, categorised into general research tools, survey tools, Internet sites and informal local authority networks (Chivers and Thebridge, 2000) . Following earlier UK research which found that there was a mismatch between the expectations of professional librarians and users concerning the future quality of public library services -the former expecting it to decline, the latter to improve, Lilley and Usherwood (2000) returned to investigate how the earlier views were formed. They conclude that library staff have an important role in creating the impressions that users have of the service
Managing technology
In the general literature Vega and Brennan (2000) write of the isolation of workers in high tech environments, where isolation can be imposed by others, not necessarily resulting from physical isolation, but rather alienation and low organisational status. They discuss the ways in which isolation can affect workers and the quality of their work, drawing on the cross-disciplinary literature about social isolation. The concepts of unified networks and unified information systems and developments in telecommunications, which can provide enhanced services in libraries, is reviewed by Bordoni and Colagrossi (2000) . Martell (2000a) has written two challenging papers on the disembodied librarian in the digital age arguing that four profound historical discontinuities: time and space, mind and body, real and virtual, and humans and technology are currently reaching critical thresholds and awareness of them will assist in planning for virtual libraries. In the second paper the discontinuities are related to new ways of thinking about the future of libraries and librarians (Martell, 2000b) . In a response Saunders (2000) considers the arguments in relation to academic librarians.
A major US conference considered scholarly communication in the digital era (Landesman and Reddick, 2000) . Stover (2000) examined the reactions of librarians to the impact of new technology on their libraries and roles within them gathering qualitative information using an Internet survey. The questions being asked by administrators looking for financial savings through the increasing use of ICT, and why the totally virtual library lies in the future, are discussed by Pastine, Dorrian and Dougherty (2000) . Abram (2000) writes of what is involved in IT convergence and the need for strategic planning to take account of the new waves of technology that keep flooding the library scene. Baltzer (2000) provides step-by-step guidance for the formulation of a strategic plan.
The process used by the Economist Intelligence Unit to select a new library management system is described, together with the basic project management principles employed, noting the risks that are encountered. These include failure to finish the project on time, budget overspend, and lack of experience of the project team (Pedley, 2000) . In an issue of Library Hi Tech devoted to new library automation systems, the process used by Purdue University Libraries to select a system is described (Manifold, 2000) . North Dakota State University have taken two locally generated databases -an index to a community newspaper and a bibliography relating to North Dakota geology -and made them available via the Web with an inexpensive, but highly functional, search engine created in-house (England, Joseph and Schlecht, 2000) .
A special issue of Vine devoted to Intranets carries the description of one created by City University's Library and Information Services (Bains, 2000) . McMahon (2000) describes the benefits and drawbacks of outsourcing portal Intranets, arguing the case for a second generation Intranet that allows users to access more data.
A strategy to provide fair and efficient access to the Internet for public library users has been developed at Rochester Public Library, Minnesota (Betcher, 2000) . A self-return system for users of Sunderland University Library complements a selfservice system installed five years earlier, and the broad issues are highlighted. The system is cost-effective, allows library staff to be released for more interesting duties, and fears that it might dehumanise the library service have proved to be unfounded (Edwards and Atkinson, 2000) . Chivers (2000) provides an overview of the electronic document supply service provided by the British Library identifying the wider issues that arise when handling digital publications including business management, technical and operational issues. The problems that users encounter in accessing and using electronic documents are discussed. Quinnipiac College is linking its OPAC to electronic books and Ballard (2000) gives sources of non-copyright e-books and describes the NetLibrary which offers a subscription service.
The proceedings of a virtual conference on global information in Africa includes discussion following Thapisa's (2000) lead paper which examined its impact, and comment on ICT issues.
Marketing
In the wider world of marketing there is a new style of venture marketing organisations geared for quick reaction to market opportunities. They have a fluid approach to their organisational design which combines the creation of 'dream teams' having all the skills necessary to deliver the project, and combine rigorous performance measurement against targets (Aufreiter, Lawver and Lun, 2000) . Morgan (2000) argues that the ILS profession perceives marketing as being considered to be a means of manipulation, based on its use in the commercial sector. He urges that this prejudice should be overcome to take advantage of the many opportunities offered by the application of promotional methods in libraries. Relationship marketing that emphasises customer retention is appropriate for libraries, and Besant and Sharp (2000) present a structure for understanding this concept. St Louis Public Library has obtained more than US$25,000 of free advertising in around eighteen months using pro bono services from media companies. The way the library entered the advertising business and the costs and benefits of media partnerships are described (Holt, 2000b) . Lozano (2000) provides a model to measure the level of a library's orientation towards its market, as perceived by its managers. But the event in marketing for 2000 must be the American Library Association's launch of a five year campaign to promote libraries under the logo of @your library (American Library Association, 2000) .
Research methods
This final section is of growing importance since an increasing number of services have in-house research programmes, and staff are taking second level qualifications with a dissertation component.
Operations research techniques have been applied to a number of management problems in libraries, and the use of various soft approaches at British Airways includes: knowledge classification used to interpret decision making processes, cognitive mapping, mind mapping, hexagons, soft systems methodology, systems analysis, reflective thinking etc., and the repertory grid procedure for the analysis of the various features of the soft methodologies (Yeoman, Sparrow and McGunnigle, 2000) . The use of qualitative methods for solving workplace problems appears in a special issue of Technical Communication devoted to research (Campbell, 2000) . Ethnomethodogically informed ethnography has been used in a university library to address some of the major problems of interdisciplinary work in systems design (Crabtree et al, 2000) . The use of the Internet for carrying out a survey is described by Witte, Amoroso and Howard (2000) drawing on their experience of the Survey2000 project.
Research conducted at the University of Northumbria developed a methodology for capturing the patterns and sequence of information seeking behaviour of students (Ray, Heine and Winkworth, 2000) . The Managing Director of a survey company describes the experience of conducting surveys in libraries using quantitative and qualitative approaches (Ives, 2000) . One of the fashionable research methods is the focus group and Leitao and Vergueiro (2000) discuss this approach and describe its use at Sao Paolo University. In studying the cognitive behaviour of users, their perception of their information problem situations is a major factor. The use of time-line interviewing and inductive content analysis is described by Schamber (2000) . The advantages of qualitative research, and ethnographic research in particular, are described by Hannabuss (2000b) Footnote 1 Library Management carries critical reviews of the major ILS management titles and this should also be consulted, while Library Link (www.mcb.co.uk/liblink) lists and provides brief annotations for titles as soon as they are received from publishers.
